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Sitel Global Footprint

Netherlands

2 Centers

Bulgaria

1 Centers 1 Center 1 Center

United Kingdom
United States

14 Centers

Poland

Belgium

4 Centers 7 Centers 1 Center

32 Centers 7 Centers

Portugal

1 Center

14 Centers 4 Centers 2 Centers m

Panama

1 Center 3 Centers

4 Centers

Colombia

5 Centers 3 Centers

Nicaragua

2 Centers 2 Centers

1 Center
5 Centers 6 Centers

ingapore Australia New Zealand

1 Center 2 Centers 3 Centers

Support 3 million contacts per day for more than 350 clients

in 36 languages, 27 countries and 140+ facilities
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Diversified and High Quality Client Base
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Why do companies outsource customer contacts?

e Cost reduction

e Focus on core competenties

« Benchmark with internal organisation
« Flexibility

e Quality

o Better Return on Customer Investment
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What do our clients expect?

Voice of our Clients

Proactively Add . Be Good Perform Sustain the
[ Value ][ Communicate ][ Stewards J[ Consistently ][ Results J

Align to our Clients’ needs. Improve Value we Provide.

Use Net Promoter Score (NPS ) to Measure Success ...

&
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Be Good Stewards/Communicate: Evolution of Relationship

Transformational

Subscription- Based,
Life time value model
measuring Growth of
Subscriber Base,
Customer Experience,
and Revenue Per
Subscriber

Value-Add

Bonus/Penalty
Structure measuring
Profitability, CSAT,

Conversion Rate,
Retention and FCR

Transactional

Tracking AHT, Hold
Time, Abandons,
Quality Scores

Transactional

Transformational

Value-Add

_\_\_\_\_\_\__‘_'—‘— -
Manage --R“““‘-m&“ Customer
Outputs/Results H’“‘RR LTV .
Optimization
Subscriber \\
Based Model ™
Innovative Sole e N\ \
-Solutions : @) N
Sourcing N
Invest in Client’s \\\
Business \
Joint A\
Management x\
_ Management \

Focus on

Dually Vested \
Customer
Shared Intimacy \

Risk/Reward \

Focus ""Q_n Lean/Process
Improvement \
\ l
Focus on ROCI '||
I

Cost
Containment

Monitoring/ | | |
Compliance 'II | |
Outsource Customer Care Strategic
Vendor Partner Relationship
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Deliver Value: Return on Customer Investment View

Cost Revenue
Reduction Enhancements

Decrease Number Manage Cost Increase Revenue Manage Client
of Transactions per Transaction per Transaction Business Drivers

1+ First-Call 1+ Processing 1 Net Promoter
Resolution Accuracy . i Score

Help Clients Drive Better Returns From their Investment in Customers.
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Continuous Improvement Approach

Daily, Weekly Deskt
Quiz Results - Treaqs;'niﬁg
Delivery Results

Advisor/ PS
Feedback Clas_,lfr;oicr)]m ; Lab
(Lean) - o . 7 >
onsolidation Delivery
& N Strategy
Call Monitoring: Prioritization ——
Desk side i
Remote

Witness/ Nice

)

\
ELocess \ Change to New
ange \ Hire Training

CSAT Analysis
Call Drivers
Sales Results
ACD Reports

. 1.
Customer Life Quality Trend 5 Content
Cycle Analysis el glc]!gre\:‘t 2. Process Delivery Results,
Repeated Calls —> Changes 3. Authorization Tracking, &
Measurement
4.  Product
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Inzicht in daadwerkelijk geleverde Service

Calls per Callreason
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Inzicht in daadwerkelijk geleverde Service (2)

Chart of C-sat
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Max Potentiele Csat winst per calldriver

Maximale potentiele winst op C-Sat

9,00%
8,00%
7,00%
6,00%
5,00%
4,00%
3,00%
2,00%
1,00%
0,00%

Geen oplossing Aanvraag of Levering Nota Mutatie op de aansluiting Abonnementen
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Max Potentiele winst per calldriver (2)

Geen oplossing

Aanvraag of Levering

Nota

Maximale potentiele winst op C-Sat--> Geen oplossing

4,00%

3,50%
3,00%
2,50%
2,00%
1,50%
1,00%
0,50%

0,00%

Geen KPN Mobiel klant Klant komt niet door Geen contact met klant Systeemstoring

legitimatiecheck

Alleen op aanw ijzing
gebruiken
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Alignment with Client Needs

Client Needs
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Align to our Clients’ needs. Improve Value we Provide.

&
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Explore Our World

&IV Excellence

EUROPEAN
CALL CENTRE
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